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Message from Director of Nursing & Professional Practice
This strategy gives us the opportunity to drive forward the vision
“Caring Counts” by developing our current professional practice. It
will ensure that quality care is embedded in every patient, service
user, carer or parent related intervention. The strategy recognises
the importance of the whole team in delivering patient care and
sets out a transparent and engaging environment where safe,
effective, fair and accessible healthcare can thrive and where staff
are recognised for the valuable contribution they make.

Susan Claire Marshall
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Recent reports on failing health and social care are prominent
reminders of the privileged position, that we hold as healthcare
professionals. “Caring Counts” provides staff with a framework to
support them in the delivery of care.

I would personally like to thank staff for the valuable contribution they make to
individualised care on a daily basis and I would like to thank all those staff and
service users who contributed to the development of this strategy.

CARE
COMPASSION
COMPETENCE
COURAGE

As an organisation we place the quality of patient care and
safety, above all other objectives. It is particularly important that
this is understood and accepted by the people we serve across the Black Country
and I am very pleased that this multi-disciplinary strategy will harness the Trust’s
vision and values and provide a framework for clinical quality improvement.

Karen Dowman

COMMUNICATION

It gives me great pleasure to see the national nursing strategy
launched by Jane Cummings (Chief Nursing Officer, NHS
England) translated into a multi-disciplinary strategy that
harnesses the ethos of integrated working across disciplines
and services. It is right that we should be working together to
provide excellent care and recognise our staff for the valuable
contribution they make to an individual’s journey through our
services, be that as a child, an adult or an older person.

COMMITMENT

Message from the Chief Executive
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The Trust values have been used to
underpin this strategy, as it was felt that
staff had all agreed the values they
wished to adopt within the organisation
and these already aligned to the
national “Compassion in Practice”
framework (NHS England, 2012).

These values will provide the core
principles underlying all actions
throughout the strategy.
The “Caring Counts” Strategy 2013/16
aims to deliver a diverse and flexible
workforce that has the right skills and
knowledge to support the organisation’s
vision, purpose and strategic
objectives. The strategy has the
development of staff as its central pillar
to promote wellness and recovery for
users of our services. It provides a
career structure and fundamental level
of competence for staff, to ensure they
have the right skills to meet the
demands of the community we serve.

CARE
COMPASSION
COMPETENCE

These include:
• Honesty & Openness - we will
act in a transparent way that
supports honesty and openness
• Empowerment - we will
empower: people who use
services; carers and staff
• Dignity & Respect - people who
use services, carers and staff will
be treated fairly, with dignity and
respect, appreciating their
individuality

COURAGE

Staff have chosen to develop “Caring
Counts” in order to provide them with:
• A shared vision and purpose for
the delivery of high quality care
• A strategic direction of travel for
healthcare professionals
• A framework of accountability and
assurance that can be monitored
• Good professional communication
between professional groups
of staff
• A focus on the fundamental values
and skills of caring for people
• A focus on the development of
care environments that enhance
holistic patient care, teamwork
and individual work satisfaction
• A tool to inform the Trust Board,
the public and other key
stakeholders on what the
challenges and priorities are for
healthcare professionals
working in BCPFT.

COMMUNICATION

Every day Black Country Partnership NHS Foundation Trust’s (BCPFT) nurses, allied
health professions, psychological therapists and care staff work with their medical and
social worker colleagues to deliver high quality care with, and for, the community of the
Black Country. Healthcare professionals work with other organisations, local communities
and commissioners of services, to transform care across a diverse range of settings and
geographical areas and staff work with dedication and commitment to improve care for
users of our services, carers, parents, relatives and friends.

COMMITMENT

Introduction

The Chief Nursing Officer (NHS England) developed a national vision and strategy for nursing
and midwifery to improve the patient experience, increase respect for the profession and
ensure high quality care is delivered. This was endorsed by the Chief Health Professions
Officer and other professional leads, with the vision of the strategy being underpinned by six
fundamental values called the 6Cs:
•
•
•
•
•
•
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The national document, called
“Compassion in Practice” also
highlights six key actions for delivery to
support local leaders in delivering real
improvements in care, which have been
incorporated into this document. These
actions recognise the broader social
and economic context of increasing
demand on healthcare and the need to
ensure a collaborative style of
healthcare supporting people to make
choices about their healthcare;
“no decision about me, without me”
(DH, 2012).

Local
The Black Country is an ethnically diverse area
made up of many different people from many
different cultures, communities, and
backgrounds. Being responsive to the diverse
range of people is a responsibility the
organisation takes seriously. We want to
provide person-centred, accessible, and
effective services for all people.
We wouldn’t be able to do this without being
sensitive to the different needs that individuals
within the Black Country have. One of the key
goals of the organisation is to reduce inequality
by recognising diversity and celebrating
difference in order to improve the health and
well being for everyone. (BCPFT, 12/13)
This relies on staff having the skills and
capability to deliver a range of responsive
services.

“Caring Counts” has been developed via a range of workshops with staff, reviewing the findings
from national reports and reflecting local requirements for service delivery. Local data from patient
and carer feedback was also reviewed and the strategy has been consulted on with users of our
services via the Trusts.
The term ‘healthcare professional’ has been used throughout the document to refer to all non-medical
clinical staff across mental health, learning disabilities and children and young peoples services.
The strategy is totally supportive of the trust’s strategic objectives to improve integration of care across
a variety of services and ensure a capable workforce in order to ensure services are sustainable and
responsive to need. It will provide a valuable touchstone that managers and staff can consult on when
planning team / service objectives and will ensure other service groups, members of the public and
key stakeholders understand the key challenges and priorities for healthcare professionals delivering
care in BCPFT.
‘Caring Counts’ will also be an enabler for staff to deliver the objectives laid down in the
organisations Quality Strategy by concentrating on effective, safe care outcomes to ensure
service users have a good experience.
In the workshops staff described the need to return to “Fundamental Care” to help healthcare
professionals identify and articulate the aspects of care that are essential and key to patients’
health and wellbeing. Effective fundamental, holistic care can only be achieved when service
users, parents and carers are included in discussions and decisions, so the health care team
understand their individual need and work together in a person-centred way to achieve them.
Many of the workshops emphasised the need for staff to feel encouraged and valued in what they
do and that opportunities for reflective practice, supervision and other more informal mechanisms
are crucial in enabling this to happen. The tension between paperwork and direct care was raised
and the need to promote the basic values of compassion and dignity in all aspects of care.
Therefore the actions for delivery will specifically focus on addressing the fundamentals of care,
recognising that much work has already been implemented in relation to physical health care,
privacy, spirituality, respect, patient safety and engagement.

CARE
COMPASSION

The strategic approach outlined in “Caring Counts” is about embedding these achievements
whilst ensuring integration of the 6Cs in the delivery of fundamental care through a process of
cultural challenges and sustainable change.

COMPETENCE

Staff work tirelessly to deliver high quality care and across the organisation there are examples
of excellent care delivery. However national, high profile failures of care have highlighted
lessons that need to be learnt and taken seriously. Whilst this may not be representative of the
quality of care that the majority of staff deliver, we need to ensure that the growing challenges
in relation to providing care to a growing population, with increasing complexity of need, does
not hinder their ability to achieve their vision of quality. The skills and competence required by
care staff provide increasing challenges and services need to be designed to meet patient need
in the most appropriate setting.

COURAGE

National

It is recognised that much good work had taken place across the organisation in order to enhance
the care provided but it was also felt that there were areas where more work could be undertaken
to embed and sustain a culture of continual improvement. This strategy, and the implementation
plan that will ensure delivery of the strategy, builds upon significant strides and achievements
already made in relation to Professional Clinical Practice across the organisation.

COMMUNICATION

Context

COMMITMENT

Strategy Development

Our ambition is that we will get the fundamentals of care right
– every time
To achieve this we will:
1. Embed the 6Cs into daily tasks and
audit key standards of care delivered.
2. Ensure all staff have the fundamental
skills and competency to deliver care.
3. Make every contact count by developing
our skills as “health promoting
practitioners” and delivering health
prevention work in all interactions.
4. Improve the delivery of physical health
care as well as therapeutic interventions
and promote a road to recovery and
independence.
5. Work in partnership to create care
pathways for specific conditions to
enhance clinical outcomes.
6. Improve health and wellbeing for
children and young people through the
development of school nursing services
and implementation of the “Call to
Action” in health visiting.
7. Support health care staff to maximise
their contribution to the “Dementia
Challenge” by delivering education and
training and developing specialist roles.
10
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“

8. Expand the collection of key patient
safety metrics, focusing on harm free
care and ensuring staff have the skills to
interpret data.
9. Ensure staff have the skills to undertake
audit activity appropriately so they can
regularly review key aspects of care and
ensure continued compliance with
regulatory standards.
10. Embed patient safety into practice using
the guiding principles of the seven steps
to patient safety (National Patient Safety
Agency) and work with the
multi-disciplinary team to manage risk in
a culture of openness.
11. Ensure delivery of effective risk
assessment and care plan management
training and ensure assessments are
translated into the care planning process.
12. Set standards for record keeping and
implement a programme to improve
those standards.

A smile, a touch to show you care
Service User

”

CARE
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COMPETENCE

The best possible care we can give is:
- Person-centred
- Multi-disciplinary
- Safe
- Evidence based
- Timely
- Documented

COURAGE

Care is our core business and
defines our work. We will deliver
care that helps individuals stay
independent, maximise their
wellbeing and improve their
health outcomes.

COMMUNICATION

Delivering competent, confident, compassionate practice –
Actions for Delivery

COMMITMENT

Care

1. Seek out views and work with service
users, parents and carers to ensure
greater participation and co –
production in aspects of care.
2. Embed a cycle of audit, feedback and
action to enable change to happen
and ensure improvements are made.
3. Listen to what staff say will help them
to be efficient and productive in their
work and ensure they have the right
tools to be able to do their job effectively.
4. Review the organisation’s culture,
based on the views of service users,
parents, carers and staff and publish
the results.
5. Put ourselves in our service users’,
carers’ and parents’ shoes and share
decision making – “no decision about
me, without me” (DH, 2012) to ensure
our actions are always in their best
interests.
6. Enhance the recruitment process and
only employ those that share our
vision and values.

8. Review back to floor working for senior
clinical staff to ensure they are
regularly present in clinical areas to
support staff and speak with users of
our services.
9. Expand the dignity work across the
Trust; ensuring dignity champions lead
the way in ensuring care is delivered in
a kind, compassionate environment.
10. Implement the “Friends and Family
Test” and use the results to improve
patient experience.
11. Show compassion to each other by
adopting “Top Tips” for enhancing
dignity in the work place and providing
additional support to staff as / when
necessary.
12. Focus on key aspects of fundamental
care including; nutrition and hydration,
falls management, medicines
management, handover, absent
without leave and management of
challenging behaviour.

7. Ensure lessons are learned, applied
and shared from complaints, adverse
incidents, “near misses” and reviews –
adopt a: “you said, we did” approach.

12
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“

Compassion is being sensitive to a patient’s needs and seeking
to understand what they are going through
Stephen Abiola, Student

”

CARE
COMPASSION
COMPETENCE

To achieve this we will:

COURAGE

Our ambition is that people who use our services
will describe their care as excellent.

COMMUNICATION

Compassion is the way care is given through relationships based on empathy,
respect and dignity and is central to how people perceive their care. We need to
listen to and understand a person’s experience, and see the individual in every
patient. This means showing compassion in a way that is professional but human
and respects boundaries.

COMMITMENT

Compassion

Our ambition is to have a highly competent workforce with
a suitable mix of competency and expertise in order to
deliver the best outcomes for people who use our services.

CARE

Competence means all those in caring roles must be able to understand an
individual’s health, spiritual and social needs and have the expertise, clinical and
technical knowledge to deliver effective care and treatments based on research
and evidence.

COMPASSION

Competence

4. Ensure staff regularly undertake root
cause analysis and other specialist
training to enhance their skills.
5. Review and refine safeguarding
processes and systems and ensure all
staff have knowledge and skills
pertinent to their role.
6. Expand the staff competency
framework across the organisation for
healthcare staff, to build on current
knowledge and skills.
7. Develop a code of conduct for
healthcare assistants, allied health
professionals and support workers.
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10. Review the skill mix of staff and the
extended knowledge and
competencies staff may require to
deliver new and advanced models of
care; developing new roles of
advanced practitioners, specialists and
/ or consultant nurses to meet these
requirements.
11. Review the use of bank and agency
staff and develop a system which
enables all staffing levels to be
reviewed on a shift by shift basis.
12. Develop staff succession planning by
ensuring coaching and leadership
courses are available for staff at all
levels and a suitable leadership
framework is in place to support staff.

Competence is having the skills, knowledge, ability and experience
Tina Hall, Lead Nurse

”

COURAGE

3. Ensure all staff have a Training
Passport linked with the Training
Needs Analysis framework, relevant
for their service area.

9. Review staffing levels, using evidence
based staffing tools, in line with good
practice guidance and ensure the
Trust Board agree levels and publish
the evidence base on staffing levels
twice a year.

COMMUNICATION

2. Encourage the Trust Board to discuss
and publish quality metrics at Board
meetings that clinical staff have
collated and reviewed.

8. Develop an interactive learning tool for
clinical staff to ensure maintenance of
fundamental knowledge, skills and
behaviours.

COMMITMENT

1. Develop a peer review scheme across
the Trust to monitor key patient safety
measures and drive up standards.

COMPETENCE

To achieve this we will:

1. Ensure staff have the skills, knowledge
and professionalism to be able to
constructively challenge in a safe
supportive environment.
2. Lead by example and ensure staff are
aware of their professional and
personal accountability to raise
concerns; ensuring a clear mechanism
for this in line with the new statutory
duty of candour.
3. Use the NHS Change Model to support
change by overcoming barriers and
adopting new ideas in practice.
4. Build on existing relationships and
partnerships with universities and
further educational providers to ensure
our future workforce has appropriate
skills and reflects the community
we serve.
5. Ensure those students and staff who
are struggling with their role receive
the right level of support and empower
staff to identify those individuals
unsuitable for the clinical professions.
6. Review the organisation’s culture,
based on the views of service users,
parents, carers and staff and publish
the results.
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7. Undertake an assessment of
leadership capability and talent
management systems and explore
opportunities to make leadership skills
training mandatory.
8. Review options for introducing
supervisory status into the nursing
staffing structure to ensure supervisory
staff have time to lead and evidence
actions, undertake peer reviews, share
and benchmark best practice and have
clarity of delegation.
9. Ensure healthcare professionals have
a personal objective in their appraisal
linked to the Trust values and
behaviours.
10. Develop bespoke activities for
identified marginalised groups of staff
e.g. specific mentoring sessions and
staff networks.
11. Review ways of undertaking tasks if it
takes clinical staff away from direct
patient care to reduce bureaucracy and
release more time to care.
12. Ensure staff feel supported and
empowered to try out new ways of
working and have the passion, skills
and drive to become champions of
change.

Staff having the courage to say what they really mean
Tristan Basudve, Service User

”

CARE
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To achieve this we will:

COURAGE

Our ambition is that all staff and people who use our services
feel empowered to speak up when they have concerns.

COMMUNICATION

Courage enables us to do the right thing for the people we care for, to speak up
when we have concerns and to have the personal strength and vision to innovate
and to embrace new ways of working. We will build and support staff and develop
leadership capacity.

COMMITMENT

Courage

1. Explore and develop a wide range of
information systems to support clinical
practice and enable us to record and
report efficiently and effectively.

7. Complete the process of aligning
clinical policies, standards, audits and
practice across services to ensure the
Trust maintains regulatory standards.

2. Develop comprehensive individual,
internal and external engagement and
communication plans to aid care
planning and collaborative working.

8. Ensure all staff have education and
training in customer service skills,
team-based working, models of care,
customer-ownership, wellness, and
multi-cultural appreciation to enhance
the care they provide.

3. Further develop mentorship
programmes in partnership with
universities, to ensure staff have good,
compassionate mentorship skills and
mentees feel well supported.
4. Establish effective induction and
preceptorship programmes for newly
qualified staff and for new starters, to
be clear of the expectations of the
organisation and to support staff when
they commence employment with us.
5. Clearly identify staff that require a
conversion programme for their clinical
training from diploma to graduate level
and develop a plan for progression.
6. Ensure every patient is allocated a
named key health professional
responsible for coordinating their care.
18
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9. Develop skills of reflection and service
improvement by ensuring all staff
regularly access clinical, safeguarding
and restorative supervision.
10. Raise the profile of nursing and other
professions at key events and work as
an ambassador for our profession and
the organisation at all times.
11. Ensure accurate and
contemporaneous record keeping,
involving service users in planning
their care.
12. Start every new conversation with
users of our services with “Hello, my
name is…” to reduce anxiety and
ensure people know who we are.

It takes two. Give us time to express ourselves
Peter Jackson, Service User

”
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To achieve this we will:

COURAGE

Our ambition is to enhance and maintain good, effective
communication with staff, stakeholders, service users, parents
and carers of our services to ensure all voices are heard.

COMMUNICATION

The feedback the Trust receives plays an
integral part in developing its
understanding of people’s experience.
Central to this aim is an acknowledgement
that wherever possible, the Trust should
seek to work with people who have used
its services to carry out this role.

COMMITMENT

Communication

Communication is central to successful
caring relationships and to effective team
working. Listening and understanding is as
important as what we say and do and
essential for working in partnership around
care planning. Communication is the key to
a good, transparent workplace with benefits
for staff and service users alike.

CARE
COMPASSION

Commitment

Commitment to the people who use our services and the community we serve is the
cornerstone of what we do. Staff need to build on that commitment to meet the health
and social care challenges ahead and to make this vision and strategy a reality.
Improvement can only be made when we understand the impact of what we do and of
course, what we don’t do. Being transparent means sharing with others and being
open to feedback. Without such commitment and accountability, we will fail to deliver
sustainable improvements to healthcare, health improvement and health promotion.

Our ambition is to be at the forefront of evolving healthcare
and demonstrate our ability to innovate.
To achieve this we will:

20
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10. Deliver high quality, personalised care
by recognising the uniqueness of the
family context and supporting positive
relationships.

5. Develop strong leaders by supporting
continuous professional development
at every level and encouraging staff to
implement new ideas in practice.

11. Revisit and remind staff of the
Principles of Practice (RCN) to
influence the way in which care is
given.

6. Ensure adequate staffing levels,
agreed through the use of evidence
based staffing tools and deployment, in
line with the good practice guidance on
safe and effective staffing.

12. Encourage and increase activity in
relation to research development,
submissions for national awards and
presenting at national conferences by
embedding evidence based practice
and supporting individuals by the use
of a “buddying” system to increase
confidence.

“

COMPETENCE

9. Test the patch, walk the patch and be
visible as leaders.

4. Reduce paperwork and innovate
through the use of information
technology so that clinical staff can
focus the majority of their time to care.

7. Ensure training opportunities and basic
numeracy and literacy skills are

COURAGE

3. Support staff to maximise their
individual contribution to the 6Cs by
valuing them as individuals and
offering support activities to ensure a
good work - life balance and enhance
a healthy life style.

8. Review clinical placements across the
organisation and ensure students
spend sufficient time working with their
mentors to improve the quality of
student placements and ensure
students get the most out of their
placements.

Working together to make my care count
Service User

”

COMMUNICATION

2. Develop and implement a meaningful
staff engagement plan.

established across the workforce and
work to ensure poor practice is
abolished.
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COMMITMENT

1. Encourage and support staff to
become “Care Makers” both at a
national level and locally within the
organisation.

The Trust Board members
will maintain overall
accountable for delivery of
the actions, with the actions
being prioritised for delivery
over the next three years,
according to the strategic
objectives and priorities
contained within the Quality
Account and Annual Plan.
Assurance against the
action plan will be presented
to commissioners on a
regular basis and any
exceptions against the
timeframes for delivery will
be reviewed and escalated.
22
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2.

COMPETENCE

Professional leads and senior nurses sitting on the Professional Advisory Group will
ensure the Divisional Governance Groups are updated on progress and support the
implementation plan. Governors and members will be informed of the strategy
priorities and regular updates will be given through service user forums,
membership events and staff engagement events.

Black Country Partnership NHS Foundation Trust, (2012 - 13)
Trust Annual Report and Accounts.

COURAGE

An Implementation Plan will be developed by Professional Advisory Group members
to ensure close monitoring of these key actions, accountability of key leads and
appropriate interaction with other key strategies.

1.

COMMUNICATION

The strategy will be implemented and monitored through the Professional
Advisory Group and will report via the Director of Nursing and Professional
Practice through the Care Governance Committee and Executive Committee
directly to the Trust Board.

COMMITMENT
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Implementation

How to access more information
If you would like further information about Caring Counts,
here are some useful contacts for you:
Director of Nursing and
Professional Practice
Susan Claire Marshall
Trust Headquarters
Black Country Partnership NHS Foundation
Trust
Delta House
Delta Point
Greets Green Road,
West Bromwich
B70 9PL
Tel: 0121 612 8083

Deputy Director of Nursing
Joyce Fletcher
Trust Headquarters
Black Country Partnership NHS Foundation
Trust
Delta House
Delta Point
Greets Green Road,
West Bromwich
B70 9PL
Tel: 0121 612 8083

To view the document online please visit www.bcpft.nhs.uk
Hard copies can be requested from communications.team@bcpft.nhs.uk
If you require support in understanding this information, for example,
in a different language or format, please contact the Communications Team on
0121 612 8032 or email: communications.team@bcpft.nhs.uk

